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EXAMINER'S AMENDMENT 

1 . An examiner's amendment to the record appears below. Should the changes 
and/or additions be unacceptable to applicant, an amendment may be filed as provided 
by 37 CFR 1 .312. To ensure consideration of such an amendment, it MUST be 
submitted no later than the payment of the issue fee. 

2. Authorization for this examiner's amendment was given in a telephone interview 
with Mr. Andrew R. Martin on 09/21/05. 

3. Independent claims 13 and 28 have been amended as follows: 

13. (Currently Amended) A method of monitoring and presenting call center statistics 
in a call center, said method comprising: 

establishing a plurality of resource relationship profiles defining a plurality of 
relationships between different types of call center resources; 

assigning a relationship key field corresponding to said resource relationship 
profile to call center resource data for each of said call center resources assigned to 
said relationship profile: 

establishing a plurality of call center strategy profiles defining a plurality of call 
center strategies, each of said call center strategies including a plurality of goals having 
at least one user-defined strategy threshold; 
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receiving call center statistic data pertaining to said call center resources; 

presenting a user with a plurality of statistics display options corresponding to 
said resource relationship profiles; 

displaying said call center statistics data pertaining to said call center resources 
assigned to said resource relationship profile corresponding to a selected statistics 
display option selected by a user from said plurality of statistics display options; and 

providing an indication when said user-defined strategy threshold of one of said 
plurality of goals has not been reached. 

28. (Currently Amended) A call center strategy and action management system for 
use in a call center, said system comprising: 

action detail data defining a plurality of generic actions that can be taken within 
said call center; 

an action builder, responsive to a user input, for accessing said action detail 
data, for creating a graphical user interface presenting said generic actions to a user for 
selection, for combining user-defined specific action details with user-selected generic 
actions to build user-defined available actions in said call center; 

goal data defining goals to be achieved within said call center; and 
a strategy manager, responsive to user input, for accessing said goal data, for 
creating a graphical user interface presenting said goals and said available actions to 
said user for selection, and for assigning at least one user-defined threshold to a user- 
selected goal and for assigning at least one user-selected available action to said user- 
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defined threshold such that said user-selected available action will occur when said 
user-defined threshold is met, for obta i ning ca ll c e nt e r statist i cs from a p l ura li ty of 
d i ff e r e nt typ e s of ca ll c e nt e r resources, for cr e ating a graph i cal us o r i nt e rfac e for 
pr e s e nt i ng sa i d ca l l c e nt e r stat i stics from s ai d p l ura li ty of d i ff e rent typ o s of rosources for 
obtaining call center statistics from said plurality of different types of call center 
resources having a matching resource relationship key field matching a selected 
resource relationship key field of a selected resource relationship profile, for creating a 
graphical user interface for presenting said call center statistics from said plurality of 
different types of resources having said matching resource relationship key field . 
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